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Abstract

In this study, the current status of the business foodservice industry, evaluation of leftover food and customer satisfaction
with foodservice at direct operation and consignment foodservice businesses in Chungbuk were examined. This study has
managerial implications in terms of improving the quality and effectiveness of the business operation of the foodservice
industry. The sample size of this study included 800 customers who use foodservices provided by 11 selected businesses
including 6 direct operation and 5 consignment foodservice businesses. From these 800 customers, a total of 692 were used
(direct operation foodservice (n=361) and consignment foodservice (n=331) businesses). The results were as follows; First,
as for the main reasons for using the employee restaurants in types of direct operation and consignment foodservice
business, ‘the close location’ had the high percentage. Approximately 41% of respondents were not satisfied with the
foodservice in the employee restaurants. Second, leftover food from consignment foodservices was higher than that for
direct operation foodservices. Third, there were significant differences in customer satisfaction with five areas of foodservice
between the two types of food service businesses: food, sanitation, feeding environment, mealing process and information
and service. Customer satisfaction in the direct operation foodservice was higher than that of the consignment foodservice.
In terms of the satisfaction level of foodservices, mealing process was the highest, followed by sanitation, food, and
information and service in the direct operation and consignment foodservice businesses. Overall, satisfaction with the
business foodservice was affected by the customers’ satisfaction in five areas of foodservices (e.g., food, sanitation, feeding
environment, mealing process, information and service). Especially, food” and ‘information and service’ were important
areas for determining overall customer satisfaction with foodservice. In addition, the overall satisfaction was negatively
correlated with the quantity of leftover food in the direct operation and consignment foodservice business.

Key Words: Foodservice, Customer satisfaction, Leftover food
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<Table 1> Use of customer by foodservice operation type N(%)
Direct management Consignment Tortal

(n=361) (n=331) (n=692)
Near location 182(50.4) 153(46.2) 335(48.4)
Low price 42(11.6) 41(12.4) 83(12.0)
R fU Good taste 23(6.4) 23(7.0) 46(6.7)
cason of Lse Time saving 74(20.5) 85(25.7) 159(23.0)
Sanitary 10(2.8) 7(2.1) 17(2.5)
Various meal 30(8.3) 22(6.7) 52(7.5)
<Itime 11(3.1) 2(0.6) 13(1.9)
Frequency of use 2-3 times 31(8.6) 30(9.0) 61(8.8)
(per week) 3-4 times 94(26.0) 80(24.2) 174(25.1)
>53] times 225(62.3) 219(66.2) 444(64.2)
C i Yes 83(20.1) 157(47.6) 240(34.8)
omplaints No 276(79.9) 173(52.4) 449(65.2)
Very satisfied 7(1.9) 7(2.1) 14(2.0)
satisfied 16(4.4) 39(11.8) 55(7.9)
Opverall satisfaction Usually 112(31.0) 149(45.0) 261(37.7)
Not satisfied 179(49.6) 101(30.5) 280(40.5)
Not very satisfied 47(13.0) 35(10.6) 82(11.9)

<Table 2> Comparison of leftover food by foodservice operation type

Direct management Consignment Total cval
(n=361) (n=331) (n=692) “vaue
Rice 4.59+0.68" 4.44+0.80 4.52+0.74 2.63**
Soup 4.10+£1.00 3.87+1.07 3.99+1.04 2.92%*
Meats 4.14+0.97 3.83+1.12 3.99+1.05 3.91%*
Fishes 4.03+1.07 3.74+1.15 3.89+1.12 3.42%**
Vegetables 4.22+0.90 3.90+1.00 4.07£0.96 4.45%*
Kimchi 4.01+1.06 3.83+1.16 3.92+1.11 2.06*
Desserts 4.29+1.07 4.26+1.06 4.27+1.06 0.39
Mean 4.190.68 3.98+0.79 4.09+0.75 3.80%
YMean+SD

*p<0.05, **p<0.01, **p<0.001
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<Table 3> Comparison of satisfaction by foodservice operation type

Direct management Consignment Total cvalue
(n=361) (n=331) (n=692)
Taste 3.82+0.827 3.48+0.72 3.65+0.79 5.72%%*
Amount 3.92+0.79 3.51+0.75 3.73£0.80 7.02%**
Food Temperature 3.7220.84 3.36+0.75 3.55:0.82 5.9
Nutrient balance 3.63+0.81 3.29+0.81 3.47+0.83 5.60***
Various food 3.57£0.91 3.29+0.93 3.44+0.93 3.93%Kx
Mean 3.74+0.63 3.41+0.63 3.57+0.69 6.63%**
Tbleware 3.52+0.96 3.37+0.86 3.45+0.92 2.24*
Workers 3.75+0.89 3.52+0.75 3.64+0.83 3.76%**
Cleanliness Restaurant 3.65+0.87 3.53+0.77 3.59+0.82 2.01*
Food 3.77+0.80 3.46+0.83 3.62+0.83 4,91+
Kitchen 3.74+0.84 3.46+0.82 3.60+0.84 443
Mean 3.74+0.68 3.44+0.72 3.58+0.72 5.60***
Interior Decoration 3.37+0.89 3.21+0.79 3.29+0.84 2.47*
Comfort 3.39+0.95 3.26+0.84 3.32+0.90 1.89
Environment Ventilation 3.46+0.93 3.31+0.85 3.39+0.90 2.28*
Air conditioning 3.40+1.04 3.44+0.83 3.42+0.95 -0.63
Furniture 3.45+0.95 3.40+0.82 3.42+0.89 0.83
Mean 3.45+0.69 3.29+0.75 3.37+0.73 2.92%*
Time accuracy 3.93+0.87 3.67+0.79 3.80+0.83 4.20%**
Fast 3.88+0.88 3.64+0.79 3.77+0.85 3.79%**
Deli Menu equality 3.90+0.84 3.55+0.78 3.73+0.83 5.64***
cvery Operating Hours 3.90+0.38 3.36+0.75 3.77+0.80 4.53%*
Kindness 3.77£0.91 3.49+0.87 3.63+0.90 4,14
Mean 3.89+0.61 3.61+0.71 3.74+0.67 5.54***
Nutrition information 3.46+0.63 3.30+0.89 3.39+0.95 2.24*
Menu information 3.63+0.91 3.48+0.80 3.56+0.86 2.45*%
Service Location Convenience 3.79+0.87 3.62+0.81 3.71£0.85 2.61**
Cook technique 3.57+0.84 3.30+0.84 3.44£0.85 4.39%*
Complaints resolved 3.41+0.92 3.16+0.94 3.29:0.94 3.53%*
Mean 3.64+0.61 3.33+0.73 3.48+0.69 6.01%**
YMean+SD

*p<0.05, **p<0.01, **p<0.001
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<Table 4> The effect of foodservice attributes on overall satisfaction

Variable Standardized ? Standard error Adj-R? F-value

Food 0.399*** 0.05
. Cleanliness 0.035 0.05

E};ﬁ;‘ en environment 0.160** 0.04 0.63 124,917
5 Delivery 0.061* 0.05
Service 0.457*** 0.06
Food 0.562*** 0.07
Cleanliness 0.054* 0.07

Consignment Environment 0.182* 0.07 0.49 63.51***
Delivery 0.153* 0.07
Service 0.251** 0.08
Food 0.486*** 0.04
Cleanliness 0.002 0.04

Total environment 0.161** 0.04 0.57 183.57***
Delivery 0.104* 0.04
Service 0.357*** 0.05

*p<0.05, **p<0.01, *p<0.001
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<Table 5> Correlation between overall satisfaction and leftover food

manDal;rCrtlent Consignment Total

(n=361) (n=331) (n=692)
Rice -0.21%%* -0.2%x* -0.22%x*
Soup -0.28*** -0.38*** -0.35%**
Meats -0.19%** -0.34*** -0.29%**
Fishes -0.23%** -0.15** -0.20%**
Vegetables -0.24*** -0.33%** -0.31%*
Kimchi -0.25%** -0.43%** -0.35%**
Desserts -0.16*** -0.20%** -0.18%**

*p<0.01, **p<0.001
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